
 

 
 
Patricia M. French 
Senior Attorney      300 Friberg Parkway 

Westborough, Massachusetts 01581 
       (508) 836-7394 
       (508) 836-7039 (facsimile) 
       pfrench@nisource.com
 
       June 27, 2005 
 
BY OVERNIGHT DELIVERY AND E-FILE 
 
Mary L. Cottrell, Secretary 
Department of Telecommunications and Energy 
One South Station 
Boston, MA  02110 
 
Re: Bay State Gas Company, D.T.E. 05-27
 
Dear Ms. Cottrell: 
 
 Enclosed for filing, on behalf of Bay State Gas Company (“Bay State”), please 
find Bay State’s responses to the following information requests: 
 
From the Attorney General: 
 

AG-8-13 AG-9-20 AG-12-15 AG-12-17 
 
AG-14-31 AG-19-32 AG-19-37 AG-21-15 AG-22-53 

 
From the Department: 
 

DTE-1-8 DTE-5-16 BULK  DTE-5-31 DTE-5-32  
 
DTE-11-37 DTE-15-4 DTE-15-27 
 

From the MA Oil Heat Council: 
 
 MOC-1-2 MOC-1-7 MOC-1-16 MOC-4-3 MOC-4-4 
 
 MOC-4-7 MOC-4-8 

 
From the USWA:
 
 USWA-2-11 USWA-2-18 USWA-2-24 
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From the UWUA Local 273: 
 

UWUA-1-9 UWUA-1-12 UWUA-2-13 UWUA-3-29 
 
 

Please do not hesitate to telephone me with any questions whatsoever. 
 
 Very truly yours, 
 

 
 

       Patricia M. French 
 
 
cc:   Per Ground Rules Memorandum issued June 13, 2005: 

 
Paul E. Osborne, Assistant Director – Rates and Rev. Requirements Div. (1 copy) 
A. John Sullivan, Rates and Rev. Requirements Div. (4 copies) 
Andreas Thanos, Assistant Director, Gas Division (1 copy) 
Alexander Cochis, Assistant Attorney General (4 copies) 
Service List (1 electronic copy) 

 



COMMONWEALTH OF MASSACHUSETTS 
DEPARTMENT OF TELECOMMUNICATIONS AND ENERGY 

 
RESPONSE OF BAY STATE GAS COMPANY TO THE 

EIGHTH SET OF INFORMATION REQUESTS FROM THE ATTORNEY GENERAL 
D. T. E. 05-27 

 
Date: June 27, 2005 

 
Responsible:  Earl M. Robinson    

  

AG-8-13 Net Salvage - If an item of plant is retired with a replacement addition 
occurring and an outside party provides $1,000 associated with the 
replacement, how is the $1,000 accounted for (e.g., $1,000 gross 
salvage, $1,000 reduction to the replacement addition cost, a 50/50 split 
of the $1,000, etc.)?  Further, please provide full justification for whatever 
methodology is employed.  In addition, identify when the Company first 
implemented such policy.  

 
Response: If the item of plant is a gas main or service, then the $1,000 is considered 

a contribution in aid of construction and a reduction to the replacement 
addition cost.  If the item of plant being replaced is equipment such as a 
vehicle, office equipment, etc, then the total cost of the replacement item 
is an addition to plant.  The $1,000 is considered salvage and charged to 
the reserve salvage account. The old item being replaced is retired at the 
original book cost and treated as a normal retirement.    

 
                        The Company has been netting contributions in aid of construction 

against additions going back to the seventies per order from the DTE.  
Prior to the order account 252 was used.  Salvage received for equipment 
accounts related to trade-ins has been in place for years.  Page 10 of the 
Company’s 1989 policy book (i.e., Capitalization and Expense Policy 
Guide For Bay State Gas Company, Northern Utilities, and Granite State 
Gas Transmission, 2nd Edition, November 1989) includes the 
documentation specifying this accounting treatment.  



COMMONWEALTH OF MASSACHUSETTS 
DEPARTMENT OF TELECOMMUNICATIONS AND ENERGY 

 
RESPONSE OF BAY STATE GAS COMPANY TO THE 

NINTH SET OF INFORMATION REQUESTS FROM THE ATTORNEY GENERAL 
D. T. E. 05-27 

 
Date: June 27, 2005 

 
Responsible: Joseph A. Ferro      

  

AG-9-20 Refer to Exhibit BSG/JAF-2, p. 3-284, lines 20-25.  Please explain how 
the Company proposes to calculate the therm adjustment for energy 
efficiency programs.  Include an example using energy efficiency 
programs implemented during the test year.  

Response: From the DSM data base, the annual therm savings from all measures 
installed in the previous calendar year are extracted by customer.  Heat 
measures are distributed to months based on EDDs (see no. 1 below).  
Non-heat measures are distributed 1/12 for each month.  Customer’s 
usage during the previous year is normalized and split between the head 
and tail rate block on a month-by-month basis (see step nos. 2  & 3 
below).  Volume savings are subtracted from or added to the previous 
year’s normalized monthly usage and again split between the rate blocks 
on a month by month basis for the twelve months of the prior (2004) year 
(see step no. 4 below).  The difference between usage before and after 
the energy efficiency savings, by rate block, is accumulated by customer, 
by each rate class (see step no. 5 below).  The percentage of the 
cumulative therm savings to the prior year billing determinants, by head 
and tail block, is then used as an adjustment to the prior year billing 
determinants (see step no. 6 below).   

 
For example: 
 
DSM Database shows an annual savings of 88.0 Therms for customer 
account no. 121773004 installed on March 22, 2004.  The account is 
classified as Residential Heat. 
 
1)  The 88 therms are spread by month based on EDDs and results in the 

following savings by month: 
 

January 19.4 therms July  0.0 therms 
February 16.5 therms August  0.0 therms 
March 14.1 therms September 0.4 therms 
April 7.5 therms October 3.6 therms 
May 2.3 therms November  8.6 therms 
June 0.5 therms December  15.2 therms 
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2) The customer’s actual total monthly usage during 2004 and usage by 

head and tail block is provided in the following table.  The shaded 
months are months that represent usage after the measure was 
installed: 
 

 
 
 

Month

Total 
Usage 

(Therms)

Head 
Block 

(Therms)

Tail 
Block 

(Therms)
January 190.0 90.0 100.0 
February 284.0 90.0 194.0 
March 184.0 90.0 94.0 
April 154.0 90.0 64.0 
May 59.0 30.0 29.0 
June 36.0 30.0 6.0 
July 29.0 29.0 0.0 
August 25.0 25.0 0.0 
September 24.0 24.0 0.0 
October 30.0 30.0 0.0 
November 57.0 57.0 0.0 
December 132.0 90.0 42.0 
 

3) Actual monthly Usage per Rate Block without any savings from the 
installed measures is determined by adding the savings represented 
in number one above for the monthly usage in number two for those 
months after the measure was installed, i.e. April through December. 

 
 

Month
Head Block 
(Therms)

Tail Block 
(Therms)

January 90.0 100.0 
February 90.0 194.0 
March 90.0 94.0 
April 90.0 64.0 + 7.5 = 71.5 
May 30.0 29.0 + 2.3 = 31.3 
June 30.0 6.0 + 0.5 =   6.5 
July 29.0 0.0 
August 25.0 0.0 
September 24.0 + 0.4 = 24.0 0.0 
October 30.0 0.0 + 3.6 = 3.6 
November 57.0 + 8.6 = 65.6 0.0 
December 90.0 42.0 + 15.2 = 57.2 

 
 

4) Actual monthly Usage per Rate Block with savings from the installed 
measures determined by subtracting the savings represented in 
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number one above for the monthly usage in number two for those 
months before the measure was installed, i.e. January through March. 

 
 

Month
Head Block 
(Therms)

Tail Block 
(Therms)

January 90.0 100.0 – 19.4 = 80.6 
February 90.0 194.0 – 16.5 = 177.5 
March 90.0 94.0 – 14.1 = 79.9 
April 90.0 64.0 
May 30.0 29.0 
June 30.0 6.0 
July 29.0 0.0 
August 25.0 0.0 
September 24.0 0.0 
October 30.0 0.0 
November 57.0 0.0 
December 90.0 42.0 

 
 

5) The difference in monthly Usage per Rate Block attributable to the 
installed measures is determined by subtracting the values indicated 
in step 4) from the values indicated in step 3) above and is shown 
below. 

 
 

Month
Head Block 
(Therms)

Tail Block 
(Therms)

January  0.0  19.4 
February  0.0   16.5 
March  0.0  14.1 
April  0.0 7.5 
May  0.0  2.3 
June  0.0 0.5 
July  0.0 0.0 
August  0.0 0.0 
September  0.4 0.0 
October  0.0  3.6 
November  8.6 0.0 
December  0.0  15.2 
 

6) The cumulative Peak and Off-peak period therm savings by rate block 
for this one customer is determined first, by accumulating the Peak 
Period and Off-peak Period therm savings by block shown in the 
above table resulting as follows:  
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Period

Head Block 
(Therms)

Tail Block 
(Therms)

Peak  8.6 72.7 
Off-peak  0.4 6.4   

 
Then, assuming that this one measure was the only one installed in 
2004 and that the Prior Year normalized therm billing determinants for 
the Residential Heating class were 1000 therms for the Peak Period 
head (and tail) block, and 400 therms for the Off-peak Period tail (and 
head) block, the percentage adjustment to the billing determinants for 
the Residential Heating class would be as follows: 
 

Period Head Block (Therms) Tail Block (Therms) 
Peak 1000/(1000-8.6) –1 = 

0.87% 
1000/(1000-72.7) – 1 

= 7.84% 
Off-peak 400/(400-0.4) –1 = 

0.10% 
400/(400-6.4) – 1 = 

1.63% 
 
Although the above percentage is the last step, as it is used to adjust 
rates, the implied adjusted billing determinants, if they were used to 
derive rates by dividing volumes into costs / revenue requirement are 
as follows: 
 

Period Head Block (Therms) Tail Block (Therms) 
Peak 1000 – (1000 x 0.87%) = 

991.4 
1000 – (1000 x 7.84%) 

= 927.3 
Off-peak 400 – (400 x 0.10%) = 

399.6 
400 – (400 x 1.63%) = 

393.6 
 
The above example (up to the percentage derivation) follows the 
Energy Efficiency Adjustment percentage formula set out in Section 
8.3 of the Company’s proposed Annual Base Rate Adjustment 
(ABRAM) tariff, which has been filed as Schedule JAF-2-8.  Schedule 
JAF-2-9 shows, as part of the base rate adjustment, the application of 
the percentage to the base rate elements.  
 
Please realize that, according to the Company’s proposal, the first 
year of energy efficiency savings that will be reflected in an annual 
base rate adjustment will be for 2005, for the base rate adjustment 
effective November 1, 2006.  Also, realize that for C&I therm savings, 
if the Company’s flat rate design proposal is accepted, steps 2 – 5 of 
the above calculation will not be needed since the impact to head/tail 
blocks is not applicable.  Instead, in step 6, (after identifying the 
annual therm savings for each account and distributing by month and 
aggregating by season and by rate class) the resulting therms will be 
the basis for the adjustment percentage to rates.  That is, the 
percentage for each class, by season, will be: [BD / (BD – EE)] – 1; 
and the implied adjusted therm billing determinants are BD – (BD x  
[BD / (BD – EE)] – 1).   



COMMONWEALTH OF MASSACHUSETTS 
DEPARTMENT OF TELECOMMUNICATIONS AND ENERGY 

 
RESPONSE OF BAY STATE GAS COMPANY TO THE 

TWELFTH SET OF INFORMATION REQUESTS FROM THE ATTORNEY GENERAL 
D. T. E. 05-27 

 
Date: June 27, 2005 

 
Responsible:  Steven A. Barkauskas, Vice President Total Rewards 

    
  

AG-12-15 Referring to Exhibit BSG/SAB-1, page 24, lines 15-19, please provide the 
workpapers, calculations, formulas, assumptions and supporting 
documentation for the 3.6 percent “aging factor used by Mr. Barkauskas.  

Response: The 3.6% aging factor is based on an average of the 2004 projected 
salary increase budgets reported in the Hewitt and World at Work 
2003/2004 salary increase surveys for exempt employees and using 
utility industry data.  The Company believes that this figure represents a 
reasonable proxy for 2004 wage increases.  



COMMONWEALTH OF MASSACHUSETTS 
DEPARTMENT OF TELECOMMUNICATIONS AND ENERGY 

 
RESPONSE OF BAY STATE GAS COMPANY TO THE 

TWELFTH SET OF INFORMATION REQUESTS FROM THE ATTORNEY GENERAL 
D. T. E. 05-27 

 
Date: June 27, 2005 

 
Responsible: Steven A. Barkauskas, Vice President Total Rewards 

  

AG-12-17 Referring to Exhibit BSG/SAB-1, page 25, lines 1-10, please provide a 
comparison of the union rates as of April 2003 for both the Northeast 
Utilities and the Company, without any “aging” in the form of Schedule 
SAB-1.  

Response: Attachment AG-12-17 shows the wage comparison data from Schedule 
SAB-1 after removing the aging factors that were applied to the survey 
data in Bay State’s initial filing.  As is the case with my responses to AG-
12-37, AG-12-39 and AG-12-41, the data does not show a direct 
comparison as the survey data is from April 2003, while the Company 
data is from July 2004.  



Bay State Gas Company
DTE 05-27

Attachment AG-12-17
Page 1 of 1

Average Hourly Average Hourly
Average Hourly Average Actual Rate Per Hour Average Hourly Average Actual Rate Per Hour

Survey Title #Incumbents Rate Per Hour Bonus Paid Incl. Bonus Rate Per Hour* Bonus Paid Incl. Bonus

CAD Draftsperson - Top 5 $27.38 $2,181 $28.43 $27.35 $3,952 $29.25

Phone Customer Service Representative - Top 8 $21.68 $1,121 $22.22 $24.85 $832 $25.25

Collector - Top 5 $23.46 $1,344 $24.11 $19.06 $2,080 $20.06

Meter Reader - Top 1 $28.16 $1,806 $29.03 $23.11 $1,040 $23.61

Distribution Crewleader - Top 29 $27.71 $2,004 $28.67 $29.04 $1,456 $29.74

Equipment Operator Top 9 $27.13 $1,957 $28.07 $23.19 $1,248 $23.79

Welder - Top 9 $29.25 $2,390 $30.40 $25.88 $2,912 $27.28

Mechanic - Top 8 $28.68 $2,241 $29.76 $24.19 $0 $24.19

Overall Average 74 $26.68 $1,881 $27.59 $24.58 $1,690 $25.40
% Above/(Below) 8.5% 11.3% 8.6%

Notes:
1/  Bay State data effective July 7, 2004.
2/  Northeast Utility data amounts shown are from American Gas Association (AGA) 2003 Survey.

Includes companies from the following states--Connecticut, Maine, Massachusetts, New Hampshire, New Jersey, New York, Pennsylvania,
Rhode Island, and Vermont. Data is not available specific to a state.

* Reflects the median or 50th percentile of the market.

Bay State Gas Company

Union Salary Survey for Utilities in the Northeastern U.S.

Comparison of Bay State Union Hourly Rates & Bonuses Paid to Utilities in the Northeast

Northeast Utilities  2/Bay State  1/



COMMONWEALTH OF MASSACHUSETTS 
DEPARTMENT OF TELECOMMUNICATIONS AND ENERGY 

 
RESPONSE OF BAY STATE GAS COMPANY TO THE 

FOURTEENTH SET OF INFORMATION REQUESTS FROM THE ATTORNEY 
GENERAL 

D. T. E. 05-27 
 

Date: June 27, 2005 
 

Responsible:   Danny G. Cote, General Manager  
  

AG-14-31 Refer to the Company’s response to AG-2-16(a), p. 28 of 34. Does the 
BSG leak detection system consider changes in corrosion rates as 
indicated by pipe sample testing? If “yes”, explain how in complete detail.  

 
Response: No, the BSG leak detection system does not employ pipe sample testing 

as part of its leak detection process.  BSG performs regular system 
surveys to identify and categorize the severity of all leaks.  Bay State’s 
surveys exceed both regulatory requirements and typical industry practice 
and have allowed it to maintain and operate an effective and efficient 
system.   



COMMONWEALTH OF MASSACHUSETTS 
DEPARTMENT OF TELECOMMUNICATIONS AND ENERGY 

 
RESPONSE OF BAY STATE GAS COMPANY TO THE 

NINETEENTH SET OF INFORMATION REQUESTS FROM THE ATTORNEY 
GENERAL 

D. T. E. 05-27 
 

Date: June 27, 2005 
 

Responsible: John E. Skirtich. Consultant (Revenue Requirements)     
  

AG-19-32 Referring to the Company’s response to Information Request AG-1-63(B), 
pages 7-8, please provide a complete and detailed description of the 
nature of the claims and / or liabilities associated with the following Debits 
to the Accrual Insurance  – General Liability: 

 
(1) June 2001  $363,225 
(2) December 2001 $170,000 
(3) December 2001 $170,197 

 
 
Response: 

(1) This Entry represents an insurance Premium Accrual adjustment 
booked to Account 925-7 Insurance General Liability Primary. 

  
(2) The adjustment to expense reflects a reduction in prior period self- 

insurance reserves.  In years prior to 2001, Bay State chose to utilize 
self-insurance or very high deductible insurance policies.  As the 
likelihood of claims being filed against those time periods declined, 
the self-insurance reserve balances needed to be adjusted downward 
to reflect a more representative liability.    

 
(3) This Entry represents a correction to self-insurance reserves. 

 



COMMONWEALTH OF MASSACHUSETTS 
DEPARTMENT OF TELECOMMUNICATIONS AND ENERGY 

 
RESPONSE OF BAY STATE GAS COMPANY TO THE 

NINETEENTH SET OF INFORMATION REQUESTS FROM THE ATTORNEY 
GENERAL 

D. T. E. 05-27 
 

Date: June 27, 2005 
 

Responsible: John E. Skirtich, Consultant (Revenue Requirements)     
  

AG-19-37 Referring to the Company’s response to Information Request AG-1-94, 
please indicate the dollar amount of political contributions made by 
NiSource and / or any of its affiliates that were allocated to Bay State Gas 
Company during the test year in this case. 

 
Response: No political contributions were allocated to Bay State Gas Company.  



COMMONWEALTH OF MASSACHUSETTS 
DEPARTMENT OF TELECOMMUNICATIONS AND ENERGY 

 
RESPONSE OF BAY STATE GAS COMPANY TO THE 

TWENTY FIRST SET OF INFORMATION REQUESTS FROM THE ATTORNEY 
GENERAL 

D. T. E. 05-27 
 

Date: June 27, 2005 
 

Responsible:  Stephen H. Bryant, President    
  

AG-21-15 Refer to AG-3-32(b), p. 27.  Identify by year the number and percentage 
of devices that failed due to initial problems identified on this page.    

 
Response: The Company did not maintain information separately for units that failed 

due to initial problems as described at p. 27 of AG-3-32 (b).  The 
Company only maintained data related to initial problems plus problems, 
such as telephone connection problems, that occurred within six months 
of installation, such as problems described in the ”Installation 
Technology” section.  There is no way to distinguish initial problems from 
problems that occurred up to six months after installation. 



COMMONWEALTH OF MASSACHUSETTS 
DEPARTMENT OF TELECOMMUNICATIONS AND ENERGY 

 
RESPONSE OF BAY STATE GAS COMPANY TO THE 

FIFTEENTH SET OF INFORMATION REQUESTS FROM THE D.T.E. 
A.G.-22-53 

 
Date: June 27, 2005 

 
Responsible:  Stephen H. Bryant, President 

 
AG-22-53 Please indicate under what circumstance, if any, the Company takes 

messages from customers (via voicemail or otherwise) at the call center. 
Describe how the messages are recorded in terms of service quality 
guidelines.  

 
Response:  Messages for return calls are taken in the Contact Center on the Billing 

Inquiry queue only when we are experiencing a very high volume of 
meter, service and emergency calls.  All messages are returned after 
5PM on the same day or by the next morning.  The customer is informed 
of when to expect the return call.  The number of instances this practice 
has been implemented in the past year and the total number of messages 
taken has been minimal in terms of total calls handled by the Contact 
Center.   

 
The service levels of all calls answered in the Contact Center are 
included in the Company’s service quality results for call answering 
performance. 

 



COMMONWEALTH OF MASSACHUSETTS 
DEPARTMENT OF TELECOMMUNICATIONS AND ENERGY 

 
RESPONSE OF BAY STATE GAS COMPANY TO THE 

FIRST SET OF INFORMATION REQUESTS FROM THE D.T.E. 
D. T. E. 05-27 

 
Date: June 27, 2005 

 
Responsible: John E. Skirtich, Consultant (Revenue Requirements) 

 
  

DTE 1-8  Refer to Exh. BSG/JES-1, Sch. JES-11, ln.11.  Has the $373,740 
amortization of investment credit amount been adjusted to reflect the 
proposed revisions to the book depreciation useful lives?  If the response is 
negative, please provide the necessary revisions. 

 
 
Response:  No revision has been made to ITC amortization. The company only has 

$1,865,547 of deferred ITC as of December 31, 2004. 
 

 The amount included in amortization is based off the 1992 rate case, which 
included a composite depreciable life of 25.2 years.   



COMMONWEALTH OF MASSACHUSETTS 
DEPARTMENT OF TELECOMMUNICATIONS AND ENERGY 

 
RESPONSE OF BAY STATE GAS COMPANY TO THE 

FIFTH SET OF INFORMATION REQUESTS FROM THE D.T.E. 
D. T. E. 05-27 

 
Date: June 27, 2005 

 
Responsible: Stephen H. Bryant, President 

 

BULK ATTACHMENT  
 
DTE-5-16 Please provide all correspondence between Itron and Bay State, or any of 

its affiliates since 1992. 
 
Response:  Attachment DTE-5-16 is all of the correspondence between Itron and Bay 

State that Bay State has in its possession.   Bay State also has in its 
possession a variety of technical materials related to Itron equipment that 
can be provided upon request.  
 



COMMONWEALTH OF MASSACHUSETTS 
DEPARTMENT OF TELECOMMUNICATIONS AND ENERGY 

 
RESPONSE OF BAY STATE GAS COMPANY TO THE 

FIFTH SET OF INFORMATION REQUESTS FROM THE D.T.E. 
D. T. E. 05-27 

 
Date: June 27, 2005 

 
Responsible:  Stephen H. Bryant, President 

 

DTE-5-31 Refer to Exh. BSG/SHB-1, at 58, ln. 3-7. Of the $17.3 million that the 
service business grossed in the test year, how much of that total is 
included above the line and how much is below the line?  

 
Response:  $14.53 million is above the line and $2.76 is below the line. 

 



COMMONWEALTH OF MASSACHUSETTS 
DEPARTMENT OF TELECOMMUNICATIONS AND ENERGY 

 
RESPONSE OF BAY STATE GAS COMPANY TO THE 

FIFTH SET OF INFORMATION REQUESTS FROM THE D.T.E. 
D. T. E. 05-27 

 
Date: June 27, 2005 

 
Responsible:  Stephen H. Bryant, President 

 

DTE-5-32 Refer to Exh. BSG/JES-1, at 9, ln. 9-13.  Please provide the 2004 per 
books results, both above the line and below the line, for the Company’s 
integrated energy product and services (“EP&S”) group.  In addition, 
please provide this information for each of the programs offered through 
EP&S:  Guardian Care Business Service; Water Heater Rental Business; 
Boiler and Furnace Sales and Installation Business; Annual Inspections; 
and Fee for Service.  

 
Response:   The following are booked revenues for the EP&S group of activities: 
 

($000) 
 
 Above the Line: 
 
 Fee For Service $1,225.4 
 Annual Inspections 863.5 
 Guardian Care 5,613.8 
 Rental Water Heaters 4,859.2 
 Rental Conversion Burners   1,965.2  

 
Total Above the Line Revenues  $14,527.1 
 
Below the Line: 
 
Furnace & Boiler Installations $2,309.8 
Other Installations      453.2
 
Total Below the Line Revenues      2,763.0 
 
Total EP&S Revenues  $17,290.1 
  



COMMONWEALTH OF MASSACHUSETTS 
DEPARTMENT OF TELECOMMUNICATIONS AND ENERGY 

 
RESPONSE OF BAY STATE GAS COMPANY TO THE 

ELEVENTH SET OF INFORMATION REQUESTS FROM THE D.T.E. 
D. T. E. 05-27 

 
Date: June 27, 2005 

 
Responsible: Steven A. Barkauskas, Vice President Total Rewards 

 

DTE-11-37  Please itemize and quantify for each management employee and officer 
the compensation and benefits, including bonuses, paid during the test 
year. 

 
Response:  Please see the Company’s response to AG 1-36.  

 



COMMONWEALTH OF MASSACHUSETTS 
DEPARTMENT OF TELECOMMUNICATIONS AND ENERGY 

 
RESPONSE OF BAY STATE GAS COMPANY TO THE 

FIFTEENTH SET OF INFORMATION REQUESTS FROM THE D.T.E. 
D. T. E. 05-27 

 
Date: June 27, 2005 

 
Responsible: Joseph A. Ferro 

 

DTE-15-4 Please indicate what results from the Marginal Cost Study (“MCS”) are 
being used in the Company’s rate design process. 

 
Response:  The Company assessed the seasonal unit marginal costs in deciding on 

the setting of tail (or second) block rates of all rate classes.  The 
Company used the unit marginal cost to initially set the second block rate 
for the residential classes, by setting a ratio of 1.8 and 2.3 to the unit 
marginal costs of the heating and non-heating classes, respectively.   
After balancing the rate design goals, in particular rate continuity (bill 
impacts), fairness, efficiency and earnings stability, the Company’s 
proposed Residential Heating and Non-heating second block per-therm 
rates of $0.2224 and $0.1928 were reasonably close to its initially set 
rates of $0.2081 and $0.1499, respectively. 

 
 Since volumetric flat rates for the C&I classes offered an opportunity to 

greatly simplify the rate structure, while also achieving rate continuity (bill 
impacts), fairness and earnings stability, the Company did not establish a 
second block rate, and thus did not use the unit marginal cost to set such 
a rate.  
 



COMMONWEALTH OF MASSACHUSETTS 
DEPARTMENT OF TELECOMMUNICATIONS AND ENERGY 

 
RESPONSE OF BAY STATE GAS COMPANY TO THE 

FIFTEENTH SET OF INFORMATION REQUESTS FROM THE D.T.E. 
D. T. E. 05-27 

 
Date: June 27, 2005 

 
Responsible:   Lawrence R. Kaufmann, Consultant (PBR) 

 

DTE-15-27 Refer to the Company’s response to the Department’s information 
request DTE4-55.  Please: 

 
 (a) discuss how the “system age” proxy “satisfies this condition”, and how 

the Company has “controlled, to the greatest practical extent, for mergers 
and acquisitions over the sample period”; 
(b) provide any published articles or book chapters that discuss the effect 
of including a poor proxy variable on the parameter estimates in a 
regression model. 
 

Response:   
(a) A merger or acquisition would affect the measured system age proxy 

only if it affected a given distributor’s reported number of customers 
served.  We have excluded from the sample any observations where 
a company underwent a significant merger and it affected its reported 
customer numbers.  An example is the 2002 and 2003 data for 
Providence Gas, which includes data for the acquired Valley Gas 
(also based in Rhode Island) and therefore is not comparable with 
earlier years.  However, mergers that do not affect reported data are 
not excluded from the sample. 
 

(b) I am not aware of any published articles or book chapters that 
explicitly discuss this topic.  However, one recently published article 
does use this same system age proxy in a benchmarking evaluation 
of US power distributors.  This article is titled “Econometric 
Benchmarking of Cost Performance:  The Case of US Power 
Distributors,” and was written by my colleagues Mark Lowry, Lullit 
Getachew and David Hovde of Pacific Economics Group.  This article 
appeared in the June 2005 issue of the peer-reviewed and respected 
Energy Journal.  A copy of this article is included as Attachment DTE-
15-27. 
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COMMONWEALTH OF MASSACHUSETTS 
DEPARTMENT OF TELECOMMUNICATIONS AND ENERGY 

 
RESPONSE OF BAY STATE GAS COMPANY TO THE 

FIRST SET OF INFORMATION REQUESTS FROM THE MASS OIL HEAT COUNCIL 
D. T. E. 05-27 

 
Date: June 27, 2005 

 
Responsible: Stephen H. Bryant, President 

 
  

MOC-1-2  Please indicate the anticipated level of the Company's advertising, 
marketing and sales promotion expenses for this year. 

 
Response: The Company’s advertising, marketing and promotion expenses for 2005 

are expected to be $491,500.  This total includes $86,100 in customer 
incentives, and $37,900 in below the line costs.   



COMMONWEALTH OF MASSACHUSETTS 
DEPARTMENT OF TELECOMMUNICATIONS AND ENERGY 

 
RESPONSE OF BAY STATE GAS COMPANY TO THE 

FIRST SET OF INFORMATION REQUESTS FROM THE MASS OIL HEAT COUNCIL 
D. T. E. 05-27 

 
Date: June 27, 2005 

 
Responsible: Stephen H. Bryant, President 

 
  

MOC-1-7  For the years  2005 (to date), 2004, 2003, and 2002, please separately 
indicate the number of marketing lead calls that the Company received for 
natural gas appliance service, installation, repair, maintenance, upgrade, 
and/or conversions.  Please further indicate the Company's projected 
marketing lead calls for each category for the remainder of the current 
year. 

Response: There is no actual count of the number of leads.  Information on the 
number of calls received in some of these categories is available starting 
on June 9, 2004.  The information is not available for fee for service 
appliance calls, which are bundled with meter calls in the Customer 
Contact Center.  The table below contains the information for 2004 from 
June 9, through December 31, for 2005 through May, and 2005 
projections for June through December for the following categories:  

 
• Upgrade and Conversions, which we assume to mean natural gas 

throughput sales 
• Installations, which we assume to mean furnace, boiler and water 

heater sales calls 
• Maintenance, which we assume to mean Guardian Care Service 

Contract calls.   
 

 2004 
6-9-12/31 

2005 
May 
ytd 

2005 
Jun-Dec 
Projected 

Upgrade/Conversions 4844 3159 5643 
 

Installations 7696 5207 8735 
 

Maintenance  
(Guardian Care) 

7328 2492 6338 

   



COMMONWEALTH OF MASSACHUSETTS 
DEPARTMENT OF TELECOMMUNICATIONS AND ENERGY 

 
RESPONSE OF BAY STATE GAS COMPANY TO THE 

FIRST SET OF INFORMATION REQUESTS FROM THE MASS OIL HEAT COUNCIL 
D. T. E. 05-27 

 
Date: June 27, 2005 

 
Responsible: Stephen H. Bryant, President 

 
  

MOC-1-16 With regard to marketing leads received by the Company, please provide 
the Company's policy and practice in assigning leads to its EP&S division, 
to any affiliate(s) and to outside contractors.  Please provide all  
documentation regarding such policy and practice.  

Response: The Company does not “assign” leads to EP&S.  EP&S markets its own 
products.  Customers responding to that marketing go to EP&S.  
However, those calls, as well as calls not generated by EP&S marketing, 
all go through the same phone number, which contains the following pre-
recorded message: 

 
Many services provided by Bay State Gas and Northern Utilities 
are also provided by independent contractors.  We will be happy 
to provide you with a list, just ask the customer service 
representative that takes your call. 
 

In addition, Bay State’s Customer Service Representatives routinely offer 
customers a Participating Contractor list when discussing the installation 
of a natural gas heating system.   
 
The customer ultimately decides whether to pursue the installation 
through Bay State Gas or an independent contractor, or to solicit 
proposals from both.       

 
 



COMMONWEALTH OF MASSACHUSETTS 
DEPARTMENT OF TELECOMMUNICATIONS AND ENERGY 

 
RESPONSE OF BAY STATE GAS COMPANY TO THE 

FOURTH SET OF INFORMATION REQUESTS FROM THE MASS OIL HEAT 
COUNCIL 

D. T. E. 05-27 
 

Date: June 27, 2005 
 

Responsible:  Stephen H. Bryant, President 
 
  

MOC-4-3  Please indicate whether the EP&S division performs services for 
customers who are not utility customers of Bay State.  If so, please 
identify the number of non-Bay State customers by type of service offered 
for each year beginning with 2002 to 2005 (to date). 

 
Response: Yes.  Bay State estimates that a sizable number of customers renting 

both water heaters and conversion burners are landlords that may or may 
not be utility customers of the Company, but the appliances are served 
with natural gas from Bay State’s distribution system.  In addition, there 
are likely a small number of EP&S customers that are near our 
distribution system, but not utility customers.  There are no records kept 
to identify these customers separately from other customers.     



COMMONWEALTH OF MASSACHUSETTS 
DEPARTMENT OF TELECOMMUNICATIONS AND ENERGY 

 
RESPONSE OF BAY STATE GAS COMPANY TO THE 

FOURTH SET OF INFORMATION REQUESTS FROM THE MASS OIL HEAT 
COUNCIL 

D. T. E. 05-27 
 

Date: June 27, 2005 
 

Responsible:  Stephen H. Bryant, President 
 
  

MOC-4-4  Mr. Bryant states in his testimony that the EP&S’ "heating system 
installation jobs in its distribution system is only 4% of the total market for 
this activity".  With regard to this statement, provide the following 
information: 

 
(a) please indicate whether the 4% figure applies solely to the Boiler and 
Service Sales Installation Business.  If so, please indicate whether this 
figure represents the total sales and service activity of the Boiler and 
Service Sales Installation Business within the Company’s service 
territories.   

 
(b) please provide the percentage of the total market activity within the 
Company’s service territories for conversion jobs.  Also provide the 
percentage for work performed outside the Company’s service territories, 
if any; and 

 
 (c) please provide the percentage of total market activity for the EP&S 

Guardian Care Service, Water Heater Rental, Annual Inspection and Fee 
for Service Businesses, within the Company’s service territories and 
beyond the Company’s service territories if applicable. 

 
Response: (a) 4% is the Company’s estimate of its percentage of the furnaces and 

boilers installed along its distribution system. 
 

(b) Bay State added 418 residential conversion customers in 2004.  While 
the Company does not track the number of installations it performs that 
are conversions, the number is estimated to be less than 2% of 2004 
installations, or roughly 14.  14 installations would be roughly 3% of 
conversions for new customers in 2004.  The Company does not track the 
number of services it performs outside of its service territory, but the 
amount of such activity is very small.  The number of installations 
performed outside its service territory is obviously between 0 and 14. 
 
(c)   Bay State has no knowledge of how many customers have service 
contracts, water heater rentals, annual inspections, or fee for service 
repairs from other providers.  Therefore, the Company cannot estimate 
what its percentage of total market activity for these services would be. 



COMMONWEALTH OF MASSACHUSETTS 
DEPARTMENT OF TELECOMMUNICATIONS AND ENERGY 

 
RESPONSE OF BAY STATE GAS COMPANY TO THE 

FOURTH SET OF INFORMATION REQUESTS FROM THE MASS OIL HEAT 
COUNCIL 

D. T. E. 05-27 
 

Date: June 27, 2005 
 

Responsible: Stephen H. Bryant, President 
 
  

MOC-4-7  On the Company’s website at 
www.baystategas.com/forhome/contractors.htm under the title 
"Participating Contractors", there is a list of independent contractors who 
have met two conditions to be listed on the page (they must return 
customer calls within two days and must provide an estimate within seven 
days).  With regard to this list: 
   
(a) please identify any other conditions that a contractor must satisfy to 
earn a listing on the page and provide agreements and/or other relevant 
documentation; and 

 
(b) how does the Company monitor the services performed by the listed 
contractors?  For the years 2002 to 2005 (to date), indicate whether any 
contractor has been dropped from the list or from the program(s)?  If so, 
please describe the reasons and circumstances for removal. 

Response: All conditions and agreements required to become a Participating 
Contractor are listed and/or attached to MOC-01-12. 

 
Participating Contractors are independent contractors and not agents of 
Bay State Gas, therefore, the Company does not pro-actively monitor the 
quality of their work.  The Company follows up on customer complaints 
regarding contractor performance.  The Company has no record of 
removing any contractor from the list between 2002 and 2005.   

 
 -1- 



COMMONWEALTH OF MASSACHUSETTS 
DEPARTMENT OF TELECOMMUNICATIONS AND ENERGY 

 
RESPONSE OF BAY STATE GAS COMPANY TO THE 

FOURTH SET OF INFORMATION REQUESTS FROM THE MASS OIL HEAT 
COUNCIL 

D. T. E. 05-27 
 

Date: June 27, 2005 
 

Responsible:  Stephen H. Bryant, President  
 
MOC-4-8  Among the terms and conditions of the Guardian Care Repair Service 

Plan is the statement "At its discretion, Bay State may use qualified 
contractors to fulfill all or any part of its obligations under the terms and 
conditions of this agreement."  (See Exh. BSG/JES-5, page 18 of 24).  
With regard to this statement, provide the following information:  
   
(a) for 2002 to 2005 (to date), please identify how many times the 
Company has used independent contractors to perform Guardian Care 
Services for customers and the costs associated with retaining such 
contractors; 

 
(b) please indicate whether the contractors listed on the Company’s 
website at www.baystategas.com/forhome/contractors.htm are the only 
contractors utilized by the Company to perform Guardian Care Services.  
If not, describe how contractors are selected to perform Guardian Care 
Services; and 
 
(c) please identify the reasons the Company would exercise its discretion 
to utilize an independent contractor to fulfill its Guardian Care Service 
obligations. 

Response: (a) The Company has no record of how many times it has used 
independent contractors to perform Guardian Care services.   

 
(b) Not necessarily.  There are stringent requirements to join the 
Participating Contractor program because we are referring the contractor 
to our customers, and there is no oversight of the work by Bay State Gas.  
In the rare case that Bay State Gas may utilize a contractor to perform 
Guardian Care service, Bay State is responsible for that service.   
 
(c) The Company almost never utilizes contractors to perform Guardian 
Care service.  However, it retains the right to do so to ensure that the 
customer will receive a timely response to its service request.  Many 
customers prefer to deal exclusively with Bay State Gas.  In the interest of 
full and fair disclosure, the Company has an obligation to inform its 
customers that there is a possibility of a non-Bay State Gas employee 
performing the necessary service work.   

 
 -1- 



COMMONWEALTH OF MASSACHUSETTS 
DEPARTMENT OF TELECOMMUNICATIONS AND ENERGY 

 
RESPONSE OF BAY STATE GAS COMPANY TO THE 

SECOND SET OF INFORMATION REQUESTS FROM USWA, AFL-CIO/CLC 
D. T. E. 05-27 

 
Date: June 27, 2005 

 
Responsible: Stephen H. Bryant, President 

 

USWA-2-11: For 1999 to date, state the total number of times Guardian Care 
customers waited at least 24 hours to receive service for a no heat/repair 
call.  Provide annual totals for the years 1999-2005.  Additionally, for 
1999 to date, provide all documents regarding or relating to service 
delays for Guardian Care and Rental customers. 

 
Response:  The Company does not track the number of times Guardian Care 

customers waited at least 24 hours to receive service for a no heat/repair 
call.   

 
Repairs are scheduled according to manpower availability as indicated by 
the scheduling board.  When the Customer Service Representative 
(“CSR”) attempts to schedule a repair order, the next available openings 
are presented as options to choose from.  Guardian Care and Rental 
customers are given priority over non-contract customers.  For Guardian 
Care and Rental customers, the CSR “overrides” the scheduling board.  
There is no information available regarding “service delays” for Guardian 
Care and Rental customers. 
 
The only documents that are available are scheduling updates that were 
provided on many fall and winter days from 2001-2004.  These updates 
indicate when the next “open” spot on the board would be for a non-
Guardian Care and Rental customer.   Producing these more or less daily 
email updates is a burdensome request and would not be responsive 
because for the most part, they do not have an impact on Guardian Care 
and Rental Repair scheduling.  Attachments USWA-02-11 (a) through 
USWA-02-11 (q) are representative samples of the first report issued in 
each month from 2001-2004.   



Arthur O'Brien

10/01/2001 10:27 AM

To: BGC - Springfield Billing and Service Reps@NiSource, BGC - Inbound 
Revenue Recovery Reps@NiSource, BGC - Brockton Service 
Dispatch@NiSource, Janet 
D'Entremont/BSG/Enterprise@NiSource, Pat 
Teague/BSG/Enterprise@NiSource, Joan 
Henry/BSG/Enterprise@NiSource, Rich 
Sasdi/BSG/Enterprise@NiSource, Martin 
Poulin/BSG/Enterprise@NiSource

cc:
Subject: SPRINGFIELD DIVISION

As of 10:25am, Springfield division will be accepting Guardian Care and rental customers only today.  This 
is due to the heavy workload.

Bay State Gas Company
D.T.E. 05-27

Attachment USWA-02-11 (a)



Arthur O'Brien

11/14/2001 03:39 PM

To: BGC - Inbound Revenue Recovery Reps@NiSource, BGC - Springfield 
Billing and Service Reps@NiSource, BGC - Brockton Service 
Dispatch@NiSource, Jim Murphy/BSG/Enterprise@NiSource, Pat 
Teague/BSG/Enterprise@NiSource, Joan 
Henry/BSG/Enterprise@NiSource, Rich 
Sasdi/BSG/Enterprise@NiSource, Martin 
Poulin/BSG/Enterprise@NiSource, Alex 
Petrosino/BSG/Enterprise@NiSource

cc:
Subject: BROCKTON DIVISION--GUARDIAN/CARE &RENTAL ONLY

BROCKTON DIVISION  will accept ONLY guardian/care, rentals & propane contract customers for Thursday 
11/15.

This is due to heavy meter workload. 

Bay State Gas Company
D.T.E. 05-27

Attachment USWA-02-11 (b)



Arthur O'Brien

10/29/2002 10:00 AM

To: Ralph Wadman/BSG/Enterprise@NiSource, Rick 
Waldman/BSG/Enterprise@NiSource, William 
Keane/BSG/Enterprise@NiSource, Gail 
Rooslet/BSG/Enterprise@NiSource, Patricia 
Kurey/BSG/Enterprise@NiSource, Karen 
Rogers/BSG/Enterprise@NiSource, Bob 
Thompson/BSG/Enterprise@NiSource, Patricia 
Machado/BSG/Enterprise@NiSource, Helen 
Egan/BSG/Enterprise@NiSource, Justin 
McCarthy/BSG/Enterprise@NiSource

cc: Jim Murphy/BSG/Enterprise@NiSource, Bill 
St.Cyr/BSG/Enterprise@NiSource, Janet 
D'Entremont/BSG/Enterprise@NiSource, Pamela 
Bellino/BSG/Enterprise@NiSource, Mike 
Laghetto/BSG/Enterprise@NiSource, Ray 
Roy/BSG/Enterprise@NiSource, Robert 
Lundergan/BSG/Enterprise@NiSource, Robert 
Morin/BSG/Enterprise@NiSource, Perry 
Robichaud/BSG/Enterprise@NiSource, Paul 
Rogosienski/BSG/Enterprise@NiSource, Pat 
Teague/BSG/Enterprise@NiSource, Martin 
Poulin/BSG/Enterprise@NiSource

Subject: SCHEDULE BOARD STATUS---- TUESDAY 10/29

This is a snapshot of the schedule boards as of 9:45am:

BROCKTON DIVISION:
*service board closed Tuesday 10/29.(nxt available opening Wed. 10/30)
*meter board closed Tuesday through Thursday(nxt available opening Friday 11/1).

SPRINGFIELD DIVISION:
*service board closed Tuesday 10/29.(nxt available opening Wed. 10/30).
*meter board closed Tuesday & Wednesday.(nxt available opening Thursday 10/31)

LAWRENCE DIVISION:
*service board closed Tuesday 10/29.(nxt available opening Wed. 10/30)
*meter board closed Tuesday &Wednesday.(nxt available opening Thursday 10/31).

New Hampshire Division:
*service board closed Tuesday 10/29.(nxt available opening Wed 10/30)
*meter board closed Tuesday through Thursday.(nxt available opening Friday 11/1)

MAINE DIVISION:
*meter board closed Tuesday 10/29.(nxt available opening Wed. 10/30).

Bay State Gas Company
D.T.E. 05-27

Attachment USWA-02-11 (c)



Arthur O'Brien

11/01/2002 11:27 AM

To: Ralph Wadman/BSG/Enterprise@NiSource, Rick 
Waldman/BSG/Enterprise@NiSource, William 
Keane/BSG/Enterprise@NiSource, Gail 
Rooslet/BSG/Enterprise@NiSource, Patricia 
Kurey/BSG/Enterprise@NiSource, Karen 
Rogers/BSG/Enterprise@NiSource, Patricia 
Machado/BSG/Enterprise@NiSource, Kate 
Kelliher/BSG/Enterprise@NiSource, Helen 
Egan/BSG/Enterprise@NiSource, Justin 
McCarthy/BSG/Enterprise@NiSource

cc: Bill St.Cyr/BSG/Enterprise@NiSource, Jim 
Murphy/BSG/Enterprise@NiSource, Janet 
D'Entremont/BSG/Enterprise@NiSource, Pamela 
Bellino/BSG/Enterprise@NiSource, Mike 
Laghetto/BSG/Enterprise@NiSource, Ray 
Roy/BSG/Enterprise@NiSource, Michael 
Capeless/BSG/Enterprise@NiSource, Robert 
Morin/BSG/Enterprise@NiSource, Robert 
Lundergan/BSG/Enterprise@NiSource, Perry 
Robichaud/BSG/Enterprise@NiSource, Paul 
Rogosienski/BSG/Enterprise@NiSource, Claire 
DesRochers/BSG/Enterprise@NiSource, Rich 
Sasdi/BSG/Enterprise@NiSource, Pat 
Teague/BSG/Enterprise@NiSource, Martin 
Poulin/BSG/Enterprise@NiSource, Danny 
Cote/BSG/Enterprise@NiSource

Subject: SCHEDULE BOARD STATUS---- FRIDAY 11/1

This is a snapshot of the schedule boards as of 11:15am:

BROCKTON DIVISION:
*service board closed for today.(nxt available opening Monday 11/4).
*meter board closed Friday, Monday & Tuesday.(nxt available opening Wed 11/6)

SPRINGFIELD DIVISION:
*service board closed today.(nxt available opening Monday 11/4)
*meter board closed Friday, Monday & Tuesday.(nxt available opening Wed 11/6)

LAWRENCE DIVISION:
*service board closed Friday & Monday.(nxt available opening Tuesday 11/5)
*meter board closed Friday, Monday & Tuesday.(nxt available opening Wed 11/6).

NEW HAMPSHIRE DIVISION:
*service board closed today.(nxt available opening Monday 11/4).
*meter board closed Friday, Monday and Tuesday.(nxt available opening Wed 11/6)

MAINE DIVISION:
*meter board closed today.(nxt available opening Monday 11/4). 

Bay State Gas Company
D.T.E. 05-27

Attachment USWA-02-11 (d)



Bay State Gas Company
D.T.E. 05-27

Attachment USWA-02-11 (d)



Arthur O'Brien

12/02/2002 09:06 AM

To: Ralph Wadman/BSG/Enterprise@NiSource, Rick 
Waldman/BSG/Enterprise@NiSource, William 
Keane/BSG/Enterprise@NiSource, Gail 
Rooslet/BSG/Enterprise@NiSource, Patricia 
Kurey/BSG/Enterprise@NiSource, Karen 
Rogers/BSG/Enterprise@NiSource, Patricia 
Machado/BSG/Enterprise@NiSource, Helen 
Egan/BSG/Enterprise@NiSource, Justin 
McCarthy/BSG/Enterprise@NiSource, Bob 
Thompson/BSG/Enterprise@NiSource, Claire 
DesRochers/BSG/Enterprise@NiSource

cc: Bill St.Cyr/BSG/Enterprise@NiSource, Jim 
Murphy/BSG/Enterprise@NiSource, Pamela 
Bellino/BSG/Enterprise@NiSource, Janet 
D'Entremont/BSG/Enterprise@NiSource, Mike 
Laghetto/BSG/Enterprise@NiSource, Ray 
Roy/BSG/Enterprise@NiSource, Michael 
Capeless/BSG/Enterprise@NiSource, Robert 
Morin/BSG/Enterprise@NiSource, Robert 
Lundergan/BSG/Enterprise@NiSource, Perry 
Robichaud/BSG/Enterprise@NiSource, Paul 
Rogosienski/BSG/Enterprise@NiSource, Pat 
Teague/BSG/Enterprise@NiSource, Martin 
Poulin/BSG/Enterprise@NiSource, Danny 
Cote/BSG/Enterprise@NiSource

Subject: SCHEDULE BOARD STATUS---- MONDAY 12/2

This is a snapshot of the schedule boards as of 9am:

BROCKTON DIVISION:
*service board open today
*meter board closed today.(nxt available opening Tuesday 12/3)

SPRINGFIELD DIVISION:
*service board open today
*meter board open today

LAWRENCE DIVISION:
*service board open today
*meter board closed today.(nxt available opening Tuesday 12/3)

NEW HAMPSHIRE DIVISION:
*service board closed today.(nxt available opening Tuesday 12/3)
*meter board closed today.(nxt available opening Tuesday 12/3)

MAINE DIVISION:
*meter board closed today.(nxt available opening Tuesday 12/3) 

Bay State Gas Company
D.T.E. 05-27

Attachment USWA-02-11 (e)



Arthur O'Brien

01/03/2003 11:00 AM

To: Ralph Wadman/BSG/Enterprise@NiSource, Rick 
Waldman/BSG/Enterprise@NiSource, William 
Keane/BSG/Enterprise@NiSource, Gail 
Rooslet/BSG/Enterprise@NiSource, Patricia 
Kurey/BSG/Enterprise@NiSource, Karen 
Rogers/BSG/Enterprise@NiSource, Patricia 
Machado/BSG/Enterprise@NiSource, Helen 
Egan/BSG/Enterprise@NiSource, Justin 
McCarthy/BSG/Enterprise@NiSource, Bob 
Thompson/BSG/Enterprise@NiSource, Claire 
DesRochers/BSG/Enterprise@NiSource

cc: Bill St.Cyr/BSG/Enterprise@NiSource, Jim 
Murphy/BSG/Enterprise@NiSource, Pamela 
Bellino/BSG/Enterprise@NiSource, Janet 
D'Entremont/BSG/Enterprise@NiSource, Mike 
Laghetto/BSG/Enterprise@NiSource, Ray 
Roy/BSG/Enterprise@NiSource, Michael 
Capeless/BSG/Enterprise@NiSource, Robert 
Morin/BSG/Enterprise@NiSource, Robert 
Lundergan/BSG/Enterprise@NiSource, Perry 
Robichaud/BSG/Enterprise@NiSource, Paul 
Rogosienski/BSG/Enterprise@NiSource, Pat 
Teague/BSG/Enterprise@NiSource, Martin 
Poulin/BSG/Enterprise@NiSource, Danny 
Cote/BSG/Enterprise@NiSource

Subject: SCHEDULE BOARD STATUS--- FRIDAY 1/3/03

This is a snapshot of the schedule boards as of 11am:

BROCKTON DIVISION:
*service board closed today.(nxt available opening Monday 1/6)
*meter board open today.

SPRINGFIELD DIVISION:
*service board open today.
*meter board open today.

LAWRENCE DIVISION:
*service board open today.
*meter board open today.

NEW HAMPSHIRE DIVISION:
*service board open today.
*meter board open today.

MAINE DIVISION:
*meter board open today.

Bay State Gas Company
D.T.E. 05-27

Attachment USWA-02-11 (f)



Arthur O'Brien

02/03/2003 08:54 AM

To: Ralph Wadman/BSG/Enterprise@NiSource, Rick 
Waldman/BSG/Enterprise@NiSource, William 
Keane/BSG/Enterprise@NiSource, Gail 
Rooslet/BSG/Enterprise@NiSource, Karen 
Rogers/BSG/Enterprise@NiSource, Patricia 
Machado/BSG/Enterprise@NiSource, Justin 
McCarthy/BSG/Enterprise@NiSource, Bob 
Thompson/BSG/Enterprise@NiSource, Claire 
DesRochers/BSG/Enterprise@NiSource

cc: Bill St.Cyr/BSG/Enterprise@NiSource, Jim 
Murphy/BSG/Enterprise@NiSource, Pamela 
Bellino/BSG/Enterprise@NiSource, Janet 
D'Entremont/BSG/Enterprise@NiSource, Paul 
Giguere/BSG/Enterprise@NiSource, Mike 
Laghetto/BSG/Enterprise@NiSource, Ray 
Roy/BSG/Enterprise@NiSource, Michael 
Capeless/BSG/Enterprise@NiSource, Robert 
Morin/BSG/Enterprise@NiSource, Robert 
Lundergan/BSG/Enterprise@NiSource, Perry 
Robichaud/BSG/Enterprise@NiSource, Paul 
Rogosienski/BSG/Enterprise@NiSource, Pat 
Teague/BSG/Enterprise@NiSource, Martin 
Poulin/BSG/Enterprise@NiSource, Danny 
Cote/BSG/Enterprise@NiSource

Subject: SCHEDULE BOARD STATUS---- MONDAY 2/3/03

This is a snapshot of the schedule boards as of 8:45am:

BROCKTON DIVISION:
*service board closed today.(nxt available opening Tuesday 2/4).
*meter board open today.

SPRINGFIELD DIVISION:
*service board open today.
*meter board open today.

LAWRENCE DIVISION:
*service board open today.
*meter board open today.

NEW HAMPSHIRE DIVISION:
*service board open today.
*meter board open today.

MAINE DIVISION:
*meter board open today.

Bay State Gas Company
D.T.E. 05-27

Attachment USWA-02-11 (g)



Arthur O'Brien

03/03/2003 12:42 PM

To: Ralph Wadman/BSG/Enterprise@NiSource, Rick 
Waldman/BSG/Enterprise@NiSource, Karen 
Rogers/BSG/Enterprise@NiSource, William 
Keane/BSG/Enterprise@NiSource, Patricia 
Machado/BSG/Enterprise@NiSource, Gail 
Rooslet/BSG/Enterprise@NiSource, Helen 
Egan/BSG/Enterprise@NiSource, Patricia 
Kurey/BSG/Enterprise@NiSource, Justin 
McCarthy/BSG/Enterprise@NiSource, Bob 
Thompson/BSG/Enterprise@NiSource, Claire 
DesRochers/BSG/Enterprise@NiSource, Kate 
Kelliher/BSG/Enterprise@NiSource, Marie 
Hicks/BSG/Enterprise@NiSource

cc: Bill St.Cyr/BSG/Enterprise@NiSource, Jim 
Murphy/BSG/Enterprise@NiSource, Pamela 
Bellino/BSG/Enterprise@NiSource, Janet 
D'Entremont/BSG/Enterprise@NiSource, Paul 
Giguere/BSG/Enterprise@NiSource, Mike 
Laghetto/BSG/Enterprise@NiSource, Ray 
Roy/BSG/Enterprise@NiSource, Michael 
Capeless/BSG/Enterprise@NiSource, Robert 
Morin/BSG/Enterprise@NiSource, Robert 
Lundergan/BSG/Enterprise@NiSource, Perry 
Robichaud/BSG/Enterprise@NiSource, Paul 
Rogosienski/BSG/Enterprise@NiSource, Pat 
Teague/BSG/Enterprise@NiSource, Martin 
Poulin/BSG/Enterprise@NiSource, Danny 
Cote/BSG/Enterprise@NiSource

Subject: SCHEDULE BOARD STATUS -- MONDAY 3/3/03

This is a snapshot of the schedule boards as of 12:30pm:

BROCKTON DIVISION:
*service board closed today.(nxt available opening Tuesday 3/4).
*meter board closed today.(nxt available opening Tuesday 3/4).

SPRINGFIELD DIVISION:
*service board closed today.(nxt available opening Tuesday 3/4).
*meter board open today.

LAWRENCE DIVISION:
*service board open today.
*meter board open today.

NEW HAMPSHIRE DIVISION:
*service board closed today(nxt available opening Tuesday 3/4)
*meter board closed today.(nxt available opening Tuesday 3/4)

MAINE DIVISION:
*meter board closed today.(nxt available opening Tuesday 3/4)   

Bay State Gas Company
D.T.E. 05-27

Attachment USWA-02-11 (h)



Arthur O'Brien

04/01/2003 10:52 AM

To: Ralph Wadman/BSG/Enterprise@NiSource, Rick 
Waldman/BSG/Enterprise@NiSource, Karen 
Rogers/BSG/Enterprise@NiSource, William 
Keane/BSG/Enterprise@NiSource, Patricia 
Machado/BSG/Enterprise@NiSource, Gail 
Rooslet/BSG/Enterprise@NiSource, Helen 
Egan/BSG/Enterprise@NiSource, Patricia 
Kurey/BSG/Enterprise@NiSource, Justin 
McCarthy/BSG/Enterprise@NiSource, Bob 
Thompson/BSG/Enterprise@NiSource, Kate 
Kelliher/BSG/Enterprise@NiSource, Marie 
Hicks/BSG/Enterprise@NiSource, Claire 
DesRochers/BSG/Enterprise@NiSource

cc: Bill St.Cyr/BSG/Enterprise@NiSource, Jim 
Murphy/BSG/Enterprise@NiSource, Pamela 
Bellino/BSG/Enterprise@NiSource, Janet 
D'Entremont/BSG/Enterprise@NiSource, Paul 
Giguere/BSG/Enterprise@NiSource, Mike 
Laghetto/BSG/Enterprise@NiSource, Ray 
Roy/BSG/Enterprise@NiSource, Michael 
Capeless/BSG/Enterprise@NiSource, Robert 
Morin/BSG/Enterprise@NiSource, Robert 
Lundergan/BSG/Enterprise@NiSource, Perry 
Robichaud/BSG/Enterprise@NiSource, Paul 
Rogosienski/BSG/Enterprise@NiSource, Pat 
Teague/BSG/Enterprise@NiSource, Martin 
Poulin/BSG/Enterprise@NiSource, Danny 
Cote/BSG/Enterprise@NiSource

Subject: SCHEDULE BOARD STATUS--TUESDAY 4/1/03

This is a snapshot of the schedule boards as of 10:45am:

BROCKTON DIVISION:
*service board closed today(nxt available opening Wednesday 4/2).
*meter board closed today.(nxt available opening Wednesday 4/2).

SPRINGFIELD DIVISION:
*service board closed today.(nxt available opening Wednesday 4/2)
*meter board open today.

LAWRENCE DIVISION:
*service board open today.
*meter board open today.

NEW HAMPSHIRE DIVISION:
*service board open today.
*meter board open today.

MAINE DIVISION:
*meter board open today. 

Bay State Gas Company
D.T.E. 05-27

Attachment USWA-02-11 (i)



Arthur O'Brien

10/01/2003 11:18 AM

To: Jim Murphy/BSG/Enterprise@NiSource, Bill 
St.Cyr/BSG/Enterprise@NiSource, Pamela 
Bellino/BSG/Enterprise@NiSource, Janet 
D'Entremont/BSG/Enterprise@NiSource, Mike 
Laghetto/BSG/Enterprise@NiSource, Michael 
Capeless/BSG/Enterprise@NiSource, Ray 
Roy/BSG/Enterprise@NiSource, Robert 
Morin/BSG/Enterprise@NiSource, Robert 
Lundergan/BSG/Enterprise@NiSource, Paul 
Rogosienski/BSG/Enterprise@NiSource, Perry 
Robichaud/BSG/Enterprise@NiSource, Martin 
Poulin/BSG/Enterprise@NiSource, Alex 
Petrosino/BSG/Enterprise@NiSource, Ralph 
Wadman/BSG/Enterprise@NiSource, Pat 
Teague/BSG/Enterprise@NiSource, Danny 
Cote/BSG/Enterprise@NiSource

cc:
Subject: STATUS OF SCHEDULE BOARDS 

The status of the schedule boards for all locations as of 11am  10/1/03 is as follows:

BROCKTON DIVISION:
*service board closed through 10/24.
*meter board closed through Tuesday 10/7 (out 5 days).

SPRINGFIELD DIVISION:
*service board closed through Tuesday 10/7.
*meter board closed through Monday 10/6 (out 4 days).

LAWRENCE DIVISION:
*service board closed through Monday 10/6.
*meter board closed through Monday 10/6 (out 4 days).

NEW HAMPSHIRE DIVISION:
*service board closed through Monday 10/6.
*meter board closed through Friday 10/3 (out 3 days).

MAINE DIVISION:
*meter board closed through Monday 10/6 (out 4 days).

AO'B  

  

Bay State Gas Company
D.T.E. 05-27
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Arthur O'Brien

11/03/2003 11:21 AM

To: Jim Murphy/BSG/Enterprise@NiSource, Bill 
St.Cyr/BSG/Enterprise@NiSource, Pamela 
Bellino/BSG/Enterprise@NiSource, Janet 
D'Entremont/BSG/Enterprise@NiSource, Paul 
Giguere/BSG/Enterprise@NiSource, Mike 
Laghetto/BSG/Enterprise@NiSource, Ray 
Roy/BSG/Enterprise@NiSource, Michael 
Capeless/BSG/Enterprise@NiSource, Robert 
Morin/BSG/Enterprise@NiSource, Robert 
Lundergan/BSG/Enterprise@NiSource, Paul 
Rogosienski/BSG/Enterprise@NiSource, Perry 
Robichaud/BSG/Enterprise@NiSource, Marie 
Walker/BSG/Enterprise@NiSource, Marie 
Hicks/BSG/Enterprise@NiSource, Martin 
Poulin/BSG/Enterprise@NiSource, Alex 
Petrosino/BSG/Enterprise@NiSource, Pat 
Teague/BSG/Enterprise@NiSource, Ralph 
Wadman/BSG/Enterprise@NiSource, Danny 
Cote/BSG/Enterprise@NiSource

cc: BGC - Brockton Service Dispatch, Jeannie 
Myers/COH/Enterprise@NiSource

Subject: STATUS OF SCHEDULE BOARDS----11/03/03

The status of the schedule boards for all locations as of 11:15am is as follows:

BROCKTON DIVISION:
*service board closed through 11/28
*meter board closed through Friday 11/7 (out 5 days)

SPRINGFIELD DIVISION:
*service board closed through Friday 11/7
*meter board closed through Friday 11/7 (out 5 days)

LAWRENCE DIVISION:
*service board closed through Thursday 11/6
*meter board closed through Thursday 11/6 (out 4 days)

NEW HAMPSHIRE DIVISION:
*service board closed through Thursday 11/6
*meter board closed through Wednesday 11/5 (out 3 days)

MAINE DIVISION:
*meter board closed through Thursday 11/6 (out 4 days)

Bay State Gas Company
D.T.E. 05-27

Attachment USWA-02-11 (k)



Arthur O'Brien

12/01/2003 09:40 AM

To: Jim Murphy/BSG/Enterprise@NiSource, Bill 
St.Cyr/BSG/Enterprise@NiSource, Pamela 
Bellino/BSG/Enterprise@NiSource, Janet 
D'Entremont/BSG/Enterprise@NiSource, Paul 
Giguere/BSG/Enterprise@NiSource, Mike 
Laghetto/BSG/Enterprise@NiSource, Ray 
Roy/BSG/Enterprise@NiSource, Michael 
Capeless/BSG/Enterprise@NiSource, Robert 
Morin/BSG/Enterprise@NiSource, Robert 
Lundergan/BSG/Enterprise@NiSource, Paul 
Rogosienski/BSG/Enterprise@NiSource, Perry 
Robichaud/BSG/Enterprise@NiSource, Marie 
Walker/BSG/Enterprise@NiSource, Marie 
Hicks/BSG/Enterprise@NiSource, Martin 
Poulin/BSG/Enterprise@NiSource, Alex 
Petrosino/BSG/Enterprise@NiSource, Pat 
Teague/BSG/Enterprise@NiSource, Ralph 
Wadman/BSG/Enterprise@NiSource, Danny 
Cote/BSG/Enterprise@NiSource

cc: BGC - Brockton Service Dispatch, Jeannie 
Myers/COH/Enterprise@NiSource

Subject: STATUS OF SCHEDULE BOARDS----12/1/03

The status of the schedule boards for all locations as of 9:30am is as follows:

BROCKTON DIVISION:
*service board closed through 12/26
*meter board closed through Wednesday 12/3 (out 3 days) 

SPRINGFIELD DIVISION:
*service board closed through Tuesday 12/2
*meter board closed through Tuesday 12/2 (out 2 days)

LAWRENCE DIVISION:
*service board closed through Tuesday 12/2
*meter board closed through Tuesday 12/2 (out 2 days)

NEW HAMPSHIRE DIVISION:
*service board closed through Tuesday 12/2
*meter board closed through Tuesday 12/2 (out 2 days)

MAINE DIVISION:
*meter board closed through Tuesday 12/2 (out 2 days) 

Bay State Gas Company
D.T.E. 05-27
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Arthur O'Brien

01/05/2004 02:02 PM

To: Jim Murphy/BSG/Enterprise@NiSource, Bill 
St.Cyr/BSG/Enterprise@NiSource, Pamela 
Bellino/BSG/Enterprise@NiSource, Janet 
D'Entremont/BSG/Enterprise@NiSource, Paul 
Giguere/BSG/Enterprise@NiSource, Mike 
Laghetto/BSG/Enterprise@NiSource, Ray 
Roy/BSG/Enterprise@NiSource, Michael 
Capeless/BSG/Enterprise@NiSource, Robert 
Morin/BSG/Enterprise@NiSource, Robert 
Lundergan/BSG/Enterprise@NiSource, Paul 
Rogosienski/BSG/Enterprise@NiSource, Perry 
Robichaud/BSG/Enterprise@NiSource, Marie 
Walker/BSG/Enterprise@NiSource, Marie 
Hicks/BSG/Enterprise@NiSource, Martin 
Poulin/BSG/Enterprise@NiSource, Alex 
Petrosino/BSG/Enterprise@NiSource, Pat 
Teague/BSG/Enterprise@NiSource, Ralph 
Wadman/BSG/Enterprise@NiSource, Danny 
Cote/BSG/Enterprise@NiSource

cc: BGC - Brockton Service Dispatch, Jeannie 
Myers/COH/Enterprise@NiSource

Subject: STATUS OF SCHEDULE BOARDS----1/5/04

The status of the schedule boards for all locations as of 2:00pm is as follows:

BROCKTON DIVISION:
*service board closed through Tuesday 1/6
*meter board closed through Tuesday 1/6 (out 2 days)

SPRINGFIELD DIVISION:
*service board open today
*meter board open today

LAWRENCE DIVISION:
*service board open today
*meter board open today

NEW HAMPSHIRE DIVISION:
*service board open today
*meter board open today

MAINE DIVISION:
*meter board open today 

Bay State Gas Company
D.T.E. 05-27
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Arthur O'Brien

02/02/2004 10:04 AM

To: Jim Murphy/BSG/Enterprise@NiSource, Bill 
St.Cyr/BSG/Enterprise@NiSource, Pamela 
Bellino/BSG/Enterprise@NiSource, Janet 
D'Entremont/BSG/Enterprise@NiSource, Paul 
Giguere/BSG/Enterprise@NiSource, Mike 
Laghetto/BSG/Enterprise@NiSource, Ray 
Roy/BSG/Enterprise@NiSource, Michael 
Capeless/BSG/Enterprise@NiSource, Robert 
Morin/BSG/Enterprise@NiSource, Robert 
Lundergan/BSG/Enterprise@NiSource, Paul 
Rogosienski/BSG/Enterprise@NiSource, Perry 
Robichaud/BSG/Enterprise@NiSource, Marie 
Walker/BSG/Enterprise@NiSource, Marie 
Hicks/BSG/Enterprise@NiSource, Martin 
Poulin/BSG/Enterprise@NiSource, Alex 
Petrosino/BSG/Enterprise@NiSource, Pat 
Teague/BSG/Enterprise@NiSource, Ralph 
Wadman/BSG/Enterprise@NiSource, Danny 
Cote/BSG/Enterprise@NiSource

cc: BGC - Brockton Service Dispatch, Ken 
Lockhart/COH/Enterprise@NiSource

Subject: STATUS OF SCHEDULE BOARDS ---- 2/2/04

The status of the schedule boards for all locations as of 10am is as follows:

BROCKTON DIVISION:
*service board open today
*meter board open today

SPRINGFIELD DIVISION:
*service board open today
*meter board closed today only (out 1 day)

LAWRENCE DIVISION:
*service board closed today only
*meter board closed today only (out 1 day)

NEW HAMPSHIRE DIVISION:
*service board open today
*meter board open today

MAINE DIVISION:
*meter board closed today only (out 1 day)

Bay State Gas Company
D.T.E. 05-27
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Arthur O'Brien

10/01/2004 06:24 PM

To: Bill St.Cyr/BSG/Enterprise@NiSource, Jim 
Murphy/BSG/Enterprise@NiSource, Pamela 
Bellino/BSG/Enterprise@NiSource, Janet 
D'Entremont/BSG/Enterprise@NiSource, Mike 
Laghetto/BSG/Enterprise@NiSource, Ray 
Roy/BSG/Enterprise@NiSource, Michael 
Capeless/BSG/Enterprise@NiSource, John 
DaSilva/BSG/Enterprise@NiSource, Robert 
Lundergan/BSG/Enterprise@NiSource, Paul 
Rogosienski/BSG/Enterprise@NiSource, Richard 
Bellemare/BSG/Enterprise@NiSource, Perry 
Robichaud/BSG/Enterprise@NiSource, Alex 
Petrosino/BSG/Enterprise@NiSource, Martin 
Poulin/BSG/Enterprise@NiSource, Pat 
Teague/BSG/Enterprise@NiSource, Marie 
Walker/BSG/Enterprise@NiSource, Ralph 
Wadman/BSG/Enterprise@NiSource, Kathy 
Silver/BSG/Enterprise@NiSource, Danny 
Cote/BSG/Enterprise@NiSource

cc:
Subject: SCHEDULE BOARD UPDATE

Schedule board update as of Friday 10/1/04:

BROCKTON DIVISION:
The status of the 10 Brockton schedule boards are as follows:
SERVICE BOARD
*Brockton service---- closed through Tuesday 10/5
*Canton service---- closed through Tuesday 10/5
*Hanover service----  closed through Tuesday 10/5
*Taunton service--- closed through Tuesday 10/5
*Wrentham service--- closed through Tuesday 10/5

METER BOARD
*Brockton meter--- closed through Tuesday 10/5
*Canton meter-- closed through Tuesday 10/5
*Hanover meter--- closed through Monday 10/4
*Taunton meter---closed through Tuesday 10/5
*Wrentham meter----closed through Monday 10/4

SPRINGFIELD DIVISION:
The status of the 12 Springfield schedule  boards are as follows:
SERVICE BOARD
*Chicopee service-- closed through Tuesday 10/5
*Longmeadow service---closed through Tuesday 10/5
*Ludlow service --- closed through Tuesday 10/5
*Northampton service -- closed through Monday 10/4
*Springfield service --- closed through Tuesday 10/5
*West Springfield service -- closed through Tuesday 10/5

METER BOARD
*Chicopee meter--- closed through Monday 10/4
*Longmeadow meter--closed through Monday 10/4
*Ludlow meter--- closed through Monday 10/4

Bay State Gas Company
D.T.E. 05-27
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*Northampton meter--- closed through Tuesday 10/5
*Springfield meter-- closed through Tuesday 10/5
*West Springfield meter-- closed through Tuesday 10/5

LAWRENCE DIVISION:
The status of the 4 Lawrence schedule boards are as follows:
SERVICE BOARD
*North service -- closed through Tuesday 10/5
*South service--- closed through Tuesday 10/5

METER BOARD
*North meter --- closed through Tuesday 10/5
*South meter--- closed through Tuesday 10/5

NEW HAMPSHIRE DIVISION:
The status of the 4 New Hampshire schedule boards are as follows:
SERVICE BOARD
*North service---- open Monday 10/4
*South service--- open Monday 10/4

METER BOARD
*North meter---- open Monday 10/4
*South meter--- open Monday 10/4

MAINE DIVISION:
The status of the 2 Maine schedule boards are as follows:
 *Portland meter--- closed through Wednesday 10/6
*Lewiston meter--- closed through Monday 10/4 

Bay State Gas Company
D.T.E. 05-27

Attachment USWA-02-11 (o)



Arthur O'Brien

11/01/2004 12:53 PM

To: Bill St.Cyr/BSG/Enterprise@NiSource, Jim 
Murphy/BSG/Enterprise@NiSource, Pamela 
Bellino/BSG/Enterprise@NiSource, Janet 
D'Entremont/BSG/Enterprise@NiSource, Mike 
Laghetto/BSG/Enterprise@NiSource, Ray 
Roy/BSG/Enterprise@NiSource, Michael 
Capeless/BSG/Enterprise@NiSource, John 
DaSilva/BSG/Enterprise@NiSource, Robert 
Lundergan/BSG/Enterprise@NiSource, Paul 
Rogosienski/BSG/Enterprise@NiSource, Richard 
Bellemare/BSG/Enterprise@NiSource, Perry 
Robichaud/BSG/Enterprise@NiSource, Alex 
Petrosino/BSG/Enterprise@NiSource, Martin 
Poulin/BSG/Enterprise@NiSource, Pat 
Teague/BSG/Enterprise@NiSource, Rita 
Souza/BSG/Enterprise@NiSource, Marie 
Walker/BSG/Enterprise@NiSource, Ralph 
Wadman/BSG/Enterprise@NiSource, Kathy 
Silver/BSG/Enterprise@NiSource, Danny 
Cote/BSG/Enterprise@NiSource

cc:
Subject: SCHEDULE BOARD UPDATE--- 11/1/04

Schedule board update as of 11/1/04:

BROCKTON DIVISION:
The status of the 10 Brockton schedule boards are as follows:
SERVICE BOARD:
*Brockton service---- closed through Friday 11/5
*Canton service---- closed through Friday 11/5
*Hanover service---- closed through Friday 11/5
*Taunton service---- closed through Friday 11/5
*Wrentham service---- closed through Friday 11/5

METER BOARD
*Brockton meter--- closed through Wednesday 11/3
*Canton meter--- closed through Wednesday 11/3
*Hanover meter--- closed through Tuesday 11/2
*Taunton meter--- closed through Thursday 11/4
*Wrentham meter--- closed through Tuesday 11/2

SPRINGFIELD DIVISION:
The status of the 12 Springfield schedule boards are as follows:
SERVICE BOARD
*Chicopee service--- closed through Tuesday 11/2
*Longmeadow service---- closed through Tuesday 11/2
*Ludlow service --- closed through Tuesday 11/2
* Northampton service --- open same day
*Springfield service--- closed through Thursday 11/4
*W Springfield service ---  open next day

METER BOARD
*Chicopee meter--- open next day

Bay State Gas Company
D.T.E. 05-27
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*Longmeadow meter-- closed through Tuesday 11/2
*Ludlow meter--- closed through Tuesday 11/2
*Northampton meter--- closed through Tuesday 11/2
* Springfield meter-- closed through Wednesday 11/3
*W Springfield meter-- closed through Wednesday 11/3

LAWRENCE DIVISION:
The status of the 4 Lawrence schedule boards are as follows:
SERVICE BOARD
*North service--- closed through Friday 11/5
*South service--- closed through Thursday 11/4

METER BOARD
*North meter-- closed through Thursday 11/4
*South meter--- closed through Thursday 11/4

NEW HAMPSHIRE DIVISION:
The status of the 4 New Hampshire schedule boards are as follows:
SERVICE BOARD
*North service --- closed through Friday 11/5
*South service--- closed through Friday 11/5

METER BOARD
*North meter--- closed through Wednesday 11/3
*South meter--- closed through Thursday 11/4

MAINE DIVISION;
The status of the 2 Maine schedule boards are as follows:
METER BOARD
*Portland meter-- closed through Wednesday 11/3
Lewiston meter--- open next day 

Bay State Gas Company
D.T.E. 05-27

Attachment USWA-02-11 (p)



Arthur O'Brien

12/07/2004 02:12 PM

To: Bill St.Cyr/BSG/Enterprise@NiSource, Jim 
Murphy/BSG/Enterprise@NiSource, Pamela 
Bellino/BSG/Enterprise@NiSource, Janet 
D'Entremont/BSG/Enterprise@NiSource, Mike 
Laghetto/BSG/Enterprise@NiSource, Ray 
Roy/BSG/Enterprise@NiSource, Michael 
Capeless/BSG/Enterprise@NiSource, John 
DaSilva/BSG/Enterprise@NiSource, Robert 
Lundergan/BSG/Enterprise@NiSource, Paul 
Rogosienski/BSG/Enterprise@NiSource, Richard 
Bellemare/BSG/Enterprise@NiSource, Perry 
Robichaud/BSG/Enterprise@NiSource, Alex 
Petrosino/BSG/Enterprise@NiSource, Martin 
Poulin/BSG/Enterprise@NiSource, Pat 
Teague/BSG/Enterprise@NiSource, Rita 
Souza/BSG/Enterprise@NiSource, Marie 
Walker/BSG/Enterprise@NiSource, Ralph 
Wadman/BSG/Enterprise@NiSource, Kathy 
Silver/BSG/Enterprise@NiSource, Danny 
Cote/BSG/Enterprise@NiSource

cc:
Subject: SCHEDULE BOARD STATUS---12/7/04

BROCKTON DIVISION:
The status of the 10 Brockton schedule boards are as follows:
SERVICE BOARD
*Brockton service--- closed through Wednesday 12/8
*Canton service---- closed through Wednesday 12/8
*Hanover service--- closed through Wednesday 12/8
*Taunton service--- closed through Wednesday 12/8
*Wrentham service--- closed through Wednesday 12/8

METER BOARD
*Brockton meter-- closed through Wednesday 12/8
*Canton meter--- open next day
*Hanover meter--- closed through Wednesday 12/8
*Taunton meter--- closed through Wednesday 12/8
*Wrentham meter---- open next day

SPRINGFIELD DIVISION:
The status of the 12 Springfield schedule boards are as follows:
SERVICE BOARD
*Chicopee service--- open next day
*Longmeadow service--- open same day
*Ludlow service--- open next day
*Northampton service--- open same day
*Springfield service--- open next day
*W Springfield service---- open next day

METER BOARD
*Chicopee meter--- open same day
*Longmeadow meter--- open same day
*Ludlow meter---- open same day
*Northampton meter--- open same day

Bay State Gas Company
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*Springfield meter--- open next day
*W Springfield meter-- open next day

LAWRENCE DIVISION:
The status of the 4 Lawrence schedule boards are as follows:
SERVICE BOARD
*North service--- open same day
*South service-- open next day

METER BOARD
*North meter--- open next day
*South meter-- open next day

NEW HAMPSHIRE DIVISION:
The status of the 4 New Hampshire schedule boards are as follows:
SERVICE BOARD
*North service--- open same day
*South service--- open same day

METER BOARD
*North meter--- open next day
*South meter-- open next day

MAINE DIVISION
The status of the 2 Maine schedule boards are as follows:
*Portland meter--- closed through Friday 12/10
*Lewiston meter---- open same day  

Bay State Gas Company
D.T.E. 05-27

Attachment USWA-02-11 (q)



COMMONWEALTH OF MASSACHUSETTS 
DEPARTMENT OF TELECOMMUNICATIONS AND ENERGY 

 
RESPONSE OF BAY STATE GAS COMPANY TO THE 

SECOND SET OF INFORMATION REQUESTS FROM USWA, AFL-CIO/CLC 
D. T. E. 05-27 

 
Date: June 27, 2005 

 
Responsible: Stephen H. Bryant, President 

 

USWA-2-11: For 1999 to date, state the total number of times Guardian Care 
customers waited at least 24 hours to receive service for a no heat/repair 
call.  Provide annual totals for the years 1999-2005.  Additionally, for 
1999 to date, provide all documents regarding or relating to service 
delays for Guardian Care and Rental customers. 

 
Response:  The Company does not track the number of times Guardian Care 

customers waited at least 24 hours to receive service for a no heat/repair 
call.   

 
Repairs are scheduled according to manpower availability as indicated by 
the scheduling board.  When the Customer Service Representative 
(“CSR”) attempts to schedule a repair order, the next available openings 
are presented as options to choose from.  Guardian Care and Rental 
customers are given priority over non-contract customers.  For Guardian 
Care and Rental customers, the CSR “overrides” the scheduling board.  
There is no information available regarding “service delays” for Guardian 
Care and Rental customers. 
 
The only documents that are available are scheduling updates that were 
provided on many fall and winter days from 2001-2004.  These updates 
indicate when the next “open” spot on the board would be for a non-
Guardian Care and Rental customer.   Producing these more or less daily 
email updates is a burdensome request and would not be responsive 
because for the most part, they do not have an impact on Guardian Care 
and Rental Repair scheduling.  Attachments USWA-02-11 (a) through 
USWA-02-11 (q) are representative samples of the first report issued in 
each month from 2001-2004.   



COMMONWEALTH OF MASSACHUSETTS 
DEPARTMENT OF TELECOMMUNICATIONS AND ENERGY 

 
RESPONSE OF BAY STATE GAS COMPANY TO THE 

SECOND SET OF INFORMATION REQUESTS FROM USWA, AFL-CIO/CLC 
D. T. E. 05-27 

 
Date: June 27, 2005 

 
Responsible: Stephen H. Bryant, President 

 

USWA-2-18: For 1999 to date, provide all documents regarding or relating to the 
Company’s policy on referring customers without Guardian Care to 
outside contractors.  Provide the total number of contractor referrals for 
each year from 1999-2005.  

 
Response:  The Company does not have a specific policy regarding referring 

customers without Guardian Care to outside contractors.  The Company 
informs all customers calling for service, as part of an agreement with the 
Department of Telecommunications and Energy, that independent 
contractors provide many of the same services that the Company 
provides, and that a list of independent contractors is available from the 
Customer Service Representative that takes the call.  The exact language 
of the recording is presented in MOC-01-14. 

 
There were no records kept regarding the total number of contractor 
referrals for 1999, 2003 or 2004.  From 2000 through April 2002 the 
Company kept an informal count by having the Customer Service 
Representatives manually count the number of times they referred a 
customer to the Service Referral list.  There are no reports available for 
one month in 2000 and two months in 2001.  This may or may not mean 
that there were no referrals in those months.  The practice was 
discontinued in May 2002, so the 2002 totals only include the first four 
months of the year.  The available totals are presented below. 
 

2000 (excluding June)  1,475 
2001 (excluding Feb and March)    290 
2002 (excluding May-December)      87 

   
 

   
 



COMMONWEALTH OF MASSACHUSETTS 
DEPARTMENT OF TELECOMMUNICATIONS AND ENERGY 

 
RESPONSE OF BAY STATE GAS COMPANY TO THE 

SECOND SET OF INFORMATION REQUESTS FROM USWA, AFL-CIO/CLC 
D. T. E. 05-27 

 
Date: June 27, 2005 

 
Responsible: Stephen H. Bryant, President 

 

USWA-2-24: Provide a copy of the outside contractor list utilized by the Company for 
repair services.  

 
Response:  The list of contractors used for service referrals is provided in MOC-02-07 

(g).   
 



COMMONWEALTH OF MASSACHUSETTS 
DEPARTMENT OF TELECOMMUNICATIONS AND ENERGY 

 
RESPONSE OF BAY STATE GAS COMPANY TO THE 

FIRST SET OF INFORMATION REQUESTS FROM UWUA LOCAL 273 
D. T. E. 05-27 

 
Date: June 27, 2005 

 
Responsible: Stephen H. Bryant, President 

 

UWUA-1-9 Please explain how incoming calls are queued at the Springfield call 
center that handles calls for Bay State and Northern Utilities, including 
any flow charts or diagrams that explain how calls are directed to 
emergency handling, direct response by a live customer service rep, 
directed to interactive voice response, etc.  Include in the answer whether 
incoming calls from Northern versus Bay State customers are segregated 
in any way, either in terms of which customer service reps handle the 
calls or which calls are given priority.   
 
To the extent that the protocols governing the processing or handling of 
calls have changed since January 1, 2002, please explain all such 
changes.  

 
Response:  Attachment UWUA-1-9 contains a flow diagram that represents the path 

an incoming call takes into the Company’s Springfield Contact Center.  
This attachment shows each of the separate 800 numbers that exist for 
Bay State versus Northern.  However, each non-emergency call is 
generally treated equally as it moves through the call handling process 
regardless of what jurisdiction it comes in from or what type of call it is.  
This is made possible by the Company’s practice of training Customer 
Service Representatives (“CSRs”) to handle all jurisdictions (i.e., 
Universal Reps”), which allows for flexibility during heavy call volume 
times. 

 
 Emergency calls for Bay State and Northern share one 800 number that 

is separate from the customer service numbers as outlined in the 
attachment.  These calls proceed directly to a CSR when the Springfield 
Contact Center is open and directly to the Company’s Brockton Dispatch 
group during off hours. 

 
 The protocols governing the processing or handling of calls continues to 

evolve in the Contact Center as new technology is introduced, or new 
techniques are employed.  For example, beginning in mid-2002, the 
Company undertook a number of initiatives to address how calls both 
enter the Contact Center (i.e., expand the trunk capacity to allow more 
calls to enter the queue thus reducing busy outs), and are handled once 
they enter the queue (i.e., undertook a comprehensive analysis of its 
Integrated Voice Response (“IVR”) system resulting in a new menu and 
improved functionality). 
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COMMONWEALTH OF MASSACHUSETTS 
DEPARTMENT OF TELECOMMUNICATIONS AND ENERGY 

 
RESPONSE OF BAY STATE GAS COMPANY TO THE 

FIRST SET OF INFORMATION REQUESTS FROM UWUA LOCAL 273 
D. T. E. 05-27 

 
Date: June 27, 2005 

 
Responsible: Stephen H. Bryant, President 

 

UWUA-1-12 Please provide a copy of all service quality reports filed with the 
Department by Bay State in connection with DTE 99-84 and subsequent 
service quality dockets. 
  

Response:  Please see the Company’s response to USWA 02-20 for copies of all of 
Bay State’s service quality reports.   
 



COMMONWEALTH OF MASSACHUSETTS 
DEPARTMENT OF TELECOMMUNICATIONS AND ENERGY 

 
RESPONSE OF BAY STATE GAS COMPANY TO THE 

SECOND SET OF INFORMATION REQUESTS FROM UWUA LOCAL 273 
D. T. E. 05-27 

 
Date: June 27, 2005 

 
Responsible:  Stephen H. Bryant, President  

 

UWUA-2-13  Please provide the month-by-month statistics for telephone response rate 
for the Springfield call center for each month of 2003.   Include all 
underlying workpapers as well as any descriptive manuals or protocols 
that explain how calls are tabulated or logged; how the ultimate figures (% 
calls answered in 30 seconds) are compiled; and any adjustments made 
to the raw underlying data.  To the extent that telephone response 
statistics are separately maintained for Bay State versus Northern Utilities 
customers (that is, not merged into a single report), please provide the 
information requested both for Bay State and for Northern. 
 

Response:  Please see Attachments UWUA-02-13 (a) and UWUA-02-13 (b).   
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Attachment UWUA-2-13 (a)

Bay State Gas Company
Call Center SQIs - 2003
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Jan-03 66,714 32,690         49.0% 16,303 59.0% 59.0% 29,354         44.0% 55.0% 55.0%
Feb-03 55,228 16,568         30.0% 18,044 47.2% 53.5% 14,912         27.0% 45.0% 50.3%
Mar-03 58,262 13,983         24.0% 21,999 44.8% 50.6% 12,818         22.0% 43.4% 48.0%
Apr-03 56,501 21,470         38.0% 30,191 59.6% 53.0% 19,210         34.0% 57.0% 50.4%
May-03 63,065         22,703         36.0% 36,272 59.4% 54.5% 20,811         33.0% 57.5% 52.0%
Jun-03 64,236 35,330         55.0% 31526 69.8% 57.3% 32,760         51.0% 67.1% 54.8%
Jul-03 57,368 48,763         85.0% 25033 89.6% 61.7% 46,468         81.0% 86.8% 59.2%
Aug-03 52,126 44,828         86.0% 21659 90.1% 64.8% 43,265         83.0% 88.0% 62.4%
Sep-03 57,799 49,707         86.0% 20446 89.7% 67.4% 48,551         84.0% 88.2% 65.0%
Oct-03 73459 63,909         87.0% 20194 89.8% 69.9% 62,440         85.0% 88.2% 67.6%
Nov-03 51139 45,514         89.0% 17781 91.8% 71.5% 43,980         86.0% 89.6% 69.3%

Dec-03 55574 47,665         85.8% 21433 89.7% 73.0% 46,126         83.0% 87.7% 70.7%
YTD 711,471       443,131       62.3% 280881 73.0% 420,695       59.1% 70.7%
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MA SQI Measure 01 – TSF/Non-Emergency Calls 
Data Collection/Reporting Process - Summary Sheet 
 
 
State:    Massachusetts 
SQ Measure Description: 69.9 % Telephone Calls Answered within 30 

Seconds, including the Billing, Service and 
Credit Lines (also referred to as Telephone 
Service Factor or “TSF”). In addition, measure 
and report the TSF of these same calls 
answered within 20 seconds. 
 

SQ Manual Cross Ref. #: MA-II.1.A 
 
Managing Employee:  Pat Teague, Manager Springfield Contact 

Center 
 

Definition:    The Springfield Contact Center shall answer all 
non-emergency telephone calls coming in on 
the following telephone numbers within 30 
seconds 
• Billing: 800-882-5454, 800-552-3043, 978- 
687-1663, 413-731-7668, 413-586-7298; 
• Service: 800-677-5052, 800-552-8464, 978- 
685-6382, 413-781-3610, 413-586-2400; 
• Credit Lines: 800-688-6160, 800-552-3044, 
413-731-7883. 
TSF shall be measured beginning at the point 
that the caller makes a service selection and 
ending at the point that the call is responded to 
by the service area selected by the caller. If 
the caller does not make a selection, the 
response time shall be measured from a point 
following the completion of the Company’s 
recorded menu options and ending at the point 
that a customer-service representative 
responds to the call. 
 

Source of Requirement:  Bay State Gas Company’s Service Quality 
Plan filed on May 31, 2002, in compliance with 
the MA Department of Telecommunications 
and Energy’s (“DTE”) Letter Order issued May 
28, 2002 in Docket D.T.E. 99-84. 
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MA SQI Measure 01 – TSF/Non-Emergency Calls      Page 2 
 
Reporting Requirements: TSF Non-Emergency Telephone Call data shall 

be compiled and aggregated monthly. 
Reporting by the Company shall occur 
annually, with the report due to the DTE by 
March 1 for the prior calendar year’s activity. 
 

Source Data: 
 

• Responsible Department(s): Nisource Performance Management Group 
(Contact Center Support Group) and the Springfield Contact Center 
 
• Formula: 

(Total Calls in each of the four respective queues answered within 
30 seconds (Springfield) + Total Calls in each of the four respected 
queues abandoned within 30 seconds divided by the total calls 
offered in each of the four respective queues in Springfield. 

 
Formula: (A + B)/ C = D 
Note: Springfield abandoned calls are automatically calculated. 
 
• Process To Capture/Organize Data: 

 
1. All customer calls, whether they originated from local or 800 numbers, are 
directed to our Enhanced Call Routing system (provided by WorldCom); 
2. Customer calls will then receive an IVR or non IVR related (service 
calls) message; 
3. Based on the whether or not the customer selects an IVR option or 
selects to speak to a Customer Service Representative (“CSR”), 
the customer call will route to the appropriate place; 
4. Only when the customer selects to speak to a CSR, does that call 
exit the IVR and proceed into the appropriate queue; 
5. At the point the call enters the appropriate queue, which is 
determined by the number they dial, Contact Center statistics begin 
to accumulate within Avaya & Genesys, which are the 
hardware/software systems the Company uses to measure and 
track TSF statistics; 
6. One output document the Company uses for TSF statistics is the 
source of Contact Center information (this is a Avaya generated 
report called “name to be determined”). 
7. Contact Center information provided in this document includes:  Bay State Gas’ 
three queues (Billing, Service & Credit); Calculated Service Level at 30 seconds 



Bay State Gas Company 
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Attachment UWUA-2-13 (b) 
Page 3 of 3 

 
(MA-II.1.A);Call Volume (Offered, Answered and Abandoned); Average Speed of 
Answer; Average Time to Abandon; Total calls answered and abandoned within 
certain thresholds; and Percent of calls answered within certain thresholds 
8. Contact Center monthly results are entered into the Contact Center 
SQI document, which is linked to a final Bay State Gas reporting 
document. 



COMMONWEALTH OF MASSACHUSETTS 
DEPARTMENT OF TELECOMMUNICATIONS AND ENERGY 

 
RESPONSE OF BAY STATE GAS COMPANY TO THE 

THIRD SET OF INFORMATION REQUESTS FROM UWUA LOCAL 273 
D. T. E. 05-27 

 
Date: June xx, 2005 

 
Responsible:   Joseph A. Ferro 

 

UWUA-3-29  (Sched. JES-4) (a) What is Customer “R&C” Shut-off Turn-off? 
 
(b)  Does the company collect any fees or charges for terminating or 
restoring service to residential customers?  If so, list the amount of all 
such charges. 
 
(c)  Does the company collect “late payment” charges from residential 
customers?  If so, list the amount of all such charges. 
 

Response:   
(a) Customer “R&C Shut-off Turn-off” is “Customer Records and 

Collections Expenses.”  This includes the fees for reactivating 
accounts after turn-off for non-payment. 

 
(b) A Schedule of Administrative Fees and Charges is provided in the 

Company’s tariff on M.D.T.E. No. 2, Sheet No. 65.  The account 
reactivation fees are currently $15.00 for service provided between 
the hours of 8am and 3pm and $20.00 for weekend, holiday and after 
hours. 

 
(c) A Schedule of Administrative Fees and Charges is provided in the 

Company’s tariff on M.D.T.E. No. 2, Sheet No. 65.  The late payment 
fee is based upon the variable interest rate and is determined 
annually in accordance with MDTE Regulations at 220 C.M.R. 26.00 
and becomes effective each year with February bills. 
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